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        —  Walter E. Lowell 
 
customer, hence his relentless drive 
to eliminate waste in production, 
which he names as a hidden tax.  
Five percent, as we all know, is small 
potatoes compared to what we see 
in our work in mapping processes. 
 
     It had never occurred to me 
that that all the Non-Value-Added 
(NVA) work we map could be seen as 
a ‘hidden tax’, but when I thought 
about it from Ford’s perspective 
that is exactly what it is. 
 
     You have seen NVA work in our 
value streams as inefficiencies, but 
have you ever seen it as a ‘hidden 
tax’ we all, as tax payers, pay? 
 
     As CI-Ps we know this tax is op-
tional, that is, we have the 
knowledge and the methods, know-
how, and tools to eliminate it.  It is 
a choice we make not to see it. 
 
     What we call something can of-
ten make a big difference in how we 
see something.  For example, in a 
relationship, are you a friend or are 
you a lover?  You can be both, you 
know, even at the same time! 
 
     It is not a great leap in logic to 
see that this hidden tax of ineffi-
ciency is behind a lot of the budget-
ary mess the State of Maine finds 
itself in now. 
Last month I com-
mented on the pro-
found and insightful 
philosophy Henry 
Ford had about life 
and work and how it is still relevant 
to the work we do as CI-Ps today. 
 
     Remember that Henry Ford’s 
books Today and Tomorrow and My 
Life and Work were the ones the 
Japanese referenced when asked 
about the Toyota Production Sys-
tem, — what we have come to know 
as Lean.  I want to comment fur-
ther on these works since they con-
tain so much useful information 
about our work today, much of 
which seems to have been forgot-
ten. 
 
     I was particularly struck by one 
comment in Ford’s book My Life and 
Work because it spoke to the re-
sistance we as CI-Ps experience as 
we try to move Lean thinking into 
the day-to-day activities of govern-
ment. 
 
     Henry Ford wrote that if he 
could save 5% of the production of 
a service or a product and he did-
n’t, he was, in fact, adding a tax to 
the product that the customer had 
to pay. 
 
     Removing the 5% would allow 
him to pass the savings on to the  
Henry, we hardly know you  !  
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Special points of inter-
est: 
 
● Next Clinicals  
  March 21 
     April 18 
 
● DOP 2-2  tenta-
tive for Oct. 6-10, 
2008 at China 
Lake Conference 
Center .  
    Ken Miller Workshop ! 
 Now Planned for September/October 
  
  
 
Do you accept Dr. W. E. Deming’s 
(and P. B. Crosby & Dr. J.M. Juran) 
premise that “all work is a process”? 
  
Do you struggle or have difficulty 
with the concept ‘process mind-set’? 
 
Perhaps you’re looking for a practical 
application of these concepts in your 
work, work area, or in Maine State 
government? 
_______________________________________________ 
 
There’s been a change in the scheduling of the Ken Miller 
(author of We Don’t Make Widgets) workshop series in order to 
assure time for inter-departmental collaboration, but—if all goes 
as planned—you’ll first have an opportunity in Septem-
ber/October 2008 to experience why these concepts are more 
than theory.  Why they are vital to government: “Overcoming 
the myths that keep government from radically improving.”    
 
At least one of the workshops will be dedicated to CI-P training.  
The workshop design will make clear the connection between 
the theory (promoted by Dr. Deming, Crosby, and Dr. Juran) and 
your work and the work of your Agency, Bureau, Division, or 
work unit.  
 
The projected cost of the CI-P workshop is approximately 
$200.00 per person.  Arthur Davis,  MDOL 
(arthur.s.davis@maine.gov) will be providing more information.   
—  Arthur S. Davis 
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 Bob Behn’s Public Management Report—Oct. 2007 
“On why public executives must be alert to the:  Danger of Using Too Few Measures” 
  
The Behn Report, October 2007 
 
DOP-1 Certificates - A Reminder   
Certificates acknowledging each CI-P’s participation in DOP-1, signed by Arthur and 
Walter and both MDOL & DHHS Commissioners, are available.  If you have not received 
yours, please contact Arthur or Walter. 
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BTC Lean Events 
Date Time Topic Location Contact 
Feb 15 8-4:30 Clinical Supervision Greenlaw ASD/ WEL 
March 21 8-4:30 Clinical Supervision Greenlaw ASD / WEL 
April 18 8-4:30 Clinical Supervision Greenlaw ASD / WEL 
May 16 8-4:30 Clinical Supervision Greenlaw ASD / WEL 
June 8-5:30 DOP 1-5 (Tentative) TBA ASD / WEL 
Oct 6-10 8-5:30 DOP 2-2 (Tentative) TBA ASD / WEL 
Sept/Oct  Ken Miller Workshops TBA ASD 
* To add or see more events or detail, go to the Bend the Curve Calendar 
in Outlook’s Public Folders.  
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“Efficiency is a ratio with not only a 
denominator for costs but also a 
numerator for results.  And although it 
is easier to agree to, specify and 
measure costs, we should never let 
ourselves believe that the denominator 
alone is how to calculate efficiency.” 
 The Ins & Outs of CI-Ps  
 
 Inactive CI-P Steve Crate sends greetings to all fellow CI-P's in Maine 
State government.  He’s happy to report that he’s doing  well back at the Bu-
reau of Rehabilitation Services as a Vocational Rehabilitation Counselor. 
 
He continues to write occasionally for the iSix Sigma blog at : http://
blogs.isixsigma.com/.   He said lean practices such as 5S and lean administrative 
process are part of his daily work plan, and he remains supportive of the trans-
formation work being done in State Government.  He still hopes to return to an 
active CI-P status sometime before he retires. 
 
He is teaching Vocational Aspects of Disability at KVCC for its Associate De-
gree and MHRT-C certification programs.  He recently presented a training 
course with the Muskie School for Aspire Specialists titled: "Vocational As-
sessment: How to Get What You Need to Facilitate Employment Goals of the 
Aspire Participant". 
 
                    RESULTS 
Efficiency =  
 
                    COSTS 
 
Bob Behn’s Public Management Report—Jan. 2008 
“On why all public officials need to remember that :  Efficiency is a Ratio” 
 
The Behn Report, January 2008 
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     It is not a great leap in logic to see that 
this hidden tax of inefficiency is behind a lot 
of the budgetary mess the State of Maine 
finds itself in now. 
 
     Look at it this way:  Inefficiency is a tax 
that is placed on the people of Maine when we 
do not assure that the production systems of 
government (the processes) are as efficient 
and streamlined as possible. 
 
     A large part of thinking Lean is to “learn to 
see”.  That is, to see things differently, like 
seeing that walking down the hall 5 times a 
day to copy something is waste, or the re-
sources consumed during that walk as a hid-
den tax on the service being provided. 
 
     Though the principles of Lean thinking 
have swept around the world, they have yet to 
penetrate very far in government, so it is a 
safe bet to say that many of our leaders do 
not yet see process inefficiencies as a ‘hidden 
tax’. 
 
     Perhaps if the Governor, as our Chief Ex-
ecutive, saw it as Henry Ford did and so elo-
quently described as such, he would see the 
huge opportunity before him as did Ford.  I 
venture to say that not only the Governor but  
  
DIAGNOSING THE SYSTEM FOR ORGANIZATIONS  
Stafford Beer. 1985 
 
“…if the structure is dysfunctional, then no amount of financial wizardry, 
of insightful man—management, of business technique, will save the 
day.  Increasingly, it seems to me, the organizational structures we in-
herited do not work.” 
Henry, we hardly know you  !      (Continued from page 1) 
        —  Walter E. Lowell 
also the Legislature have yet to see process 
inefficiency as a tax; in fact, I suspect no 
one does at the moment but you and me  !!! 
 
     Let’s be a little more specific.  Assume 
the hidden inefficiency tax is 5%, even 
though from our work as CI-Ps we know it is 
much larger.  If the budget for the state is 
$5.5 billion dollars, then do the math.  Does 
that make it any clearer for you?  That’s the 
opportunity that has yet to be seen. 
 
     Seeing NVA as a ‘hidden tax’ is a simple 
change in the language perhaps, but who 
knows, it could make all the difference.  The 
recent Brookings Report spoke of the need to 
improve efficiency in government, but they 
did not give specifics as to the what and the 
how of removing inefficiencies. 
 
     We all know and feel something is not 
right but not what the essence of what the 
problem is.  A solution is right in front of us 
all and yet we don’t see it.  This was the geni-
us of Henry Ford, to see the obvious.  It is 
his voice calling us to action and you have the 
hotline.  
 When I returned to OIT last year, I was given 
the assignment of graphically depicting 
DHHS’s various computer systems.   
 
As a baseline, there were a series of dia-
grams that had been submitted by the OIT 
support teams the previous summer, and I 
was to combine them into a single picture of 
all DHHS computerized assets.  Additionally, 
I had access to (and subsequently took over) 
an inventory of all DHHS assets that had 
been maintained by office staff. 
 
  If you think of our ‘Lean’ philosophy, you will 
see that there were two sides to this coin.  
While my superiors certainly made this as-
signment in the typical ‘trust-‘em-and-let-‘em-
go-for-it’ style (remember the article on 
‘Respect’?), I realized that I had been given 
the golden opportunity to make the work of 
the entire OIT-DHHS support team VISIBLE! 
 
   Many of you have seen the result -- shown 
on the next page at about one-sixteenth its 
actual size of 34” X 44”.   
 
The diagram depicts all the databases, appli-
cations (and various devices) used by DHHS 
program staff to perform their business func-
tions.  As well, the generation and sharing of 
information is represented by arrows connect-
ing the applications.  In addition to the dia-
gram, there is a database to store all the in-
formation from the inventory (acronym trans-
lations, descriptions, technical/hardware info, 
IT and business contacts, and ‘Owning’ Busi-
ness Unit).   
 
I am now beginning to compile (from various 
work products - like the Department’s Pan-
demic Plan and the DHHS In Focus Book) a 
listing of Business Processes supported by 
the applications.  This will, hopefully, provide 
useful information for prioritizing both our IT 
investments and our Business Continuity 
plans. 
 
     
DHHS Enterprise Diagram   
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As CI-Ps, we talk about ‘systems thinking’.  
This, for me, has been a real opportunity to look 
at DHHS (both Business and IT) as a whole.   
 
There has been much discussion about this dia-
gram – it’s a real eye-opener.  For example: 
 
  No one realized how many ‘home-grown’ 
applications had been created by users des-
perate for tools they could get no other way.  
The data stored in these applications is now 
being recognized as a vital part of the organ-
ization’s information set. 
 
  The logical follow-up to the above thought 
is:  How will we support these applications 
when user X retires or leaves? 
 
  No one really wanted to know how many 
times we were doing the same thing.  The 
color coding of the arrows on the diagram 
makes duplication very obvious.  And there 
is a lot of it. 
 
  Somehow, our users have gone off and 
communicated with the world without us 
(OIT) really being fully aware of the extent to 
which data from external sources (like the 
federal government and commercial entities 
like banks) supports our business functions. 
 
  No one truly understood what a massive 
infrastructure, faulty as it is, that we have 
cobbled together. 
  
The real treat for me is being part of an effort to 
‘rein in’ this uncontrolled growth, and to start 
looking at our IT investments from a DHHS / 
State of Maine point of view.   
 
OIT and DHHS have joined in the creation of an 
Applications Governance Team to attempt to 
guide development in a more planful way  –  
leveraging existing capabilities, using standards, 
and prioritizing across the Enterprise. 
 
— by Rae-Ann Brann 
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                       Clough Toppan facilitated this Clinical. 
— Cont’d. on next page 
 
  
 
  
Under the Lean Learnings category, we continued our lively discussion of 
the Decoding the DNA of the Toyota Production System article along with 
the Womack e-mail about "Respect for People".  Several points were made: 
 
 We routinely ask for data with no intention about its use. 
 The essence of the Toyota Way is that the "way" is part of the DNA of all of us. 
 The essence of the Toyota article and the Hitchhiker book is that we accept standardi-
zation as a superior alternative to our own way. 
 There is a huge challenge in accepting a one best way, especially with others who 
need to be convinced that their way is not the better way. 
 Invisible processes are impossible to manage - visible processes can be. 
 Ask: what variations in a process would the customer pay for? 
 Stabilize the process first, then remove all items customer would not pay for. 
 Making waste visible - we are not as good at that as making the process visible. 
 4th rule of Toyota - use a scientific approach. 
 
As a possible addition to the second day of VSM, we discussed a couple of graphic images that 
Walter Lowell produced to illustrate these points.  Walter also suggested we use some of Henry 
Ford's writings as fodder for future "Lean Learnings" segment of the Clinical. 
 
In the Respect for People article discussion, we noted that it goes beyond "just do it" to "show 
me how", "why did you conclude x?", etc.  This was followed by Theory x and Theory Y man-
agement philosophies and the usual definition of respect for people would be consistent with 
Theory Y managers. 
 
 
Mike Burns of DOT (Director of Bureau 
of Operations and Maintenance, 2400 
staff, 1500 in Maintenance) talked about their Lean efforts and progress within DOT.  Several of 
their projects (garages-80% involved, fleet, hot mulch, etc.) were reviewed.  DOT contracted 
with MEP (Wayne Messer) to facilitate their interventions and assist them with integrating lean 
into DOT.  Mike identified their need for a process to spread innovations from region to region.  
He noted their focus on process-less on people, difficulty with showing benefits/reinvestment in 
process, and project management issues. 
 
Lean Learnings 
Practice - Case Study: DOT, Mike Burns 
 
 
Next Month’s Clinical Supervision:   March 21st 
Please make every effort to attend.  These are critical sessions 
 for your professional development, certification, and the success of your CI-P work. 
Welcome 
Notes: January 18th Clinical Supervision 
Volume 3, Issue 2 
  
—— contributed by Joan Cook     (cont’ d from previous page) 
Page 9 
 
 
Under the Forum, again, there was very lively discussion around the follow-
ing topics: 
 
1. Revisions to the VSM Design Standard (with corresponding changes in Design Notes & 
Workbook). 
 
 Walter drew two graphics on the whiteboard.  They both provided a visual about the 
value added in a process.  It was suggested that these be added to the next version 
of the “Workbook”. 
 The Ken Miller book had a graphic: Widget-Factory-Customer-Outcome. This should 
be included in the next revision. 
 Day 2 of the VSM should discuss the “ideal state”. 
 The handbook should capture our deviation in the standard we use . 
 Include Ken Miller’s three criteria for a Product. 
 The ‘measurement’ portion of the VSM confuses the participants.  
 The ‘measurement’ portion of the VSM confuses the participants.  
 Participant’s feedback on what they do not like about the process.  
 Examples of what is in the Implementation Plan.  
 Observer role - the role of the observer is in the latest Manual.  
 Walter will schedule a Kaizen for this revision discussion.  
 
2. Ken Miller’s visit:  Arthur discussed the tentative schedule and fee.  
3. CI-P Intervention in DOL:  March. Arthur or John will send an email out with the particulars 
for the CI-Ps to consider for participation. 
4. Attendance at Clinical:  Arthur will put voting buttons on the next invite to the CI-Ps.  
5. Certification Matrix - Status:  John will send e-mail of the spreadsheet to the CI-Ps to com-
plete.  
6. Future Clinical Lean Learnings:  Reading Ford/Taylor.  Walter will send out a reading as-
signment.  
7. Future Study Missions: - Walter will look into this.  
 
 
Eric Dibner will be facilitating the next Clinical. 
 
Wrap-Up 
Open Forum 
The primary purpose of the Bend the Curve Team 
is to provide support, consultation, assistance, and 
leadership in process and other improvement ap-
proaches and activities for State staff and work 
teams as they seek to continually improve their 
work culture, procedures,  processes, and environ-
ments – in order to meet the mission of the de-
partment and the expectations of Maine citizens. 
 
 
 
 
OLM/BTC Staff: 
Walter E. Lowell, Ed.D. CPHQ, Director 
        Phone: 207-287-4307 
        walter.lowell@maine.gov 
Julita Klavins, M.S.W.  
        Phone: 207-287-4217 
        lita.klavins@maine.gov 
 
 
Office of Lean Management, DHHS 
47 Independence Drive, Greenlaw Bldg.   
Ground Floor, Room 6 
Augusta, Maine 04333-0011 
 
 
 
DOP 2-2 
Tentatively Re-
Scheduled to 
October 6-10, 
2008  
Page 10 DHHS CI-P News 
The five-day CI-P Bronze 
Level enhanced  training 
(DOP 2-2) is tentatively 
scheduled for next Octo-
ber 6-10.  DOP 2 is, as 
you know, a requirement 
for Bronze Level CI-P 
certification.  If  you 
think you should attend 
DOP 2, please start mak-
ing arrangements now 
with your supervisor.  
Approval from your su-
pervisor (whose support 
& agreement to pay are 
required) is critical. 
(DOP 1-5 tentatively set 
for June  2008.)   
 
 We’re on the net ! 
http://inet.state.me.us./dhhs/bendthecurve  
http://www.maine.gov/labor/bendthecurve/ 
Continuous Improvement Practitioners: 
BTC Intervention Facilitation Status 
  
DHHS   DOL   DAFS   
Kate D. Carnes L Jorge A. Acero IA-O Rae-Ann Brann L 
Nancy Cronin* O Michael T. Brooker IA-O Wendy Christian O 
Nancy Desisto L Deidre A. Coleman O Rebecca S. Greene L 
Jane French L Joan A. Cook O Lyndon R. Hamm CL 
James Fussell L Stephen C. Crate IA-O Alicia Kellogg C-O 
Marcel Gagne O Arthur S. Davis C Billy J. Ladd CL 
Julita Klavins L Merle A. Davis L Michaela T. Loisel L 
Don Lemieux C-O Eric Dibner O     
Muriel Littlefield C-L Peter D. Diplock O DOT   
Walter E. Lowell L Brenda G. Drummond O Michael Burns C-O 
Jack Nicholas* C-O Anita C. Dunham IA-CL Jessica Glidden O 
Ann O’Brien L Karen D. Fraser L Rick Jeselskis O 
Cheryl Ring C-CL Timothy J. Griffin L Robert McFerren O 
Terry Sandusky L Gaetane S. Johnson O Sam McKeeman C-O 
Jeffrey Shapiro IA-O James J. McManus CL Jeffrey Naum IA-O 
Clough Toppan* C-CL Scott R. Neumeyer O     
Helen Wieczorek O Bruce H. Prindall IA-L DEP   
    John L. Rioux L Carmel A. Rubin IA-O 
    Sheryl J. Smith L     
    Rebecca Vigue O     
  
* Community CI-P IA - Inactive C – “Champion for Lean” -not facilitating  
L - Lead CL – Co-Lead O – Learning Observer   
